Complaints Process Information
1.
Practice Complaint Procedure. If you have a complaint or concern about the service you
have received you have the right to complain. As part of an NHS system we operate a practice
complaints procedure; this system meets national criteria. We hope that most problems can be
resolved easily and quickly, often at the time they arise and with the person concerned. If this is not
the case and you wish to make a complaint please let us know as soon as possible, ideally within a
matter of days.
2.
Time limits. Your complaint must be within 12 months of the incident that caused the
problem. The Practice Manager will retain the discretion to investigate complaints brought later than
this if there are good reasons for the delay and it is possible to carry out an investigation.
3.
Can I complain on behalf of someone else? We abide by strict medical confidentiality. If
you are complaining on behalf of someone else, we must have evidence of that person’s
permission. A note signed by the person concerned is acceptable unless they are incapable (due to
medical grounds i.e. illness or incapacity) of providing this. If permission is not granted then we
cannot deal with you for the complaint.
4.

How to complain. Any of the following methods are accepted:
a. Email. You can either send us a standard email or fill out here and send to
cdccg.a83037-eds@nhs.net, FAO: Complaints Officer.
b.

Written Letter. Please address this to the Complaints Officer.

c.
Verbally. Contact the surgery and ask to speak to the Assistant Practice Manager
who will triage the complaint.
d.
Filling out one of our complaint forms found at our reception at the practice; this will
be sent to the Complaints Officer.
5.
Post complaint submission. We will formally acknowledge your complaint within three
working days, either verbally or in writing. We will inform you how the complaint will be handled,
who will handle the complaint and issue an estimated timescale for completion.
6.
What will the surgery’s response include? An explanation of how the complaint has been
considered, any conclusion reached and what action (if any) will be taken as a result of the
complaint.
7.
What if I am still not satisfied? Most complaints are resolved at this stage but if you feel
too uncomfortable to do this then you can complain directly to commissioner of the services instead.
NHS services are commissioned, planned and paid for by either NHS England or Clinical
Commissioning Groups (CCGs). The County Durham CCG contact details are: NHS County
Durham Clinical Commissioning Group, Sedgefield Community Hospital, Salters Lane, Sedgefield,
TS21 3EE. Telephone number: 0191 371 3222, or email: cdccg.enquiries@nhs.net .

You also have the right to ask the Parliamentary Health Service Ombudsman to carry out an
independent investigation into your complaint. If you feel you have suffered because you have
received poor service or treatment or were not treated properly or fairly, the Parliamentary Health
Service Ombudsman may be able to help. You can contact them on: The Parliamentary and Health
Service Ombudsman, Millbank Tower, Millbank, London, SW1P 4QP; Telephone number: 0345 015
4033, website: www.ombudsman.org.uk or email: phso.enquiries@ombudsman.org.uk.

